This study aims to examine the influence of employee motivation and competence on the performance and also to assess the effect of employee motivation and competence towards its performance through service quality variables. The sample used in this study was 120 employees spread across work units at University of Negeri Jakarta. The method used in this research was Structural Equation Model (SEM) with Lisrel analysis tool software. The research proves that 3 hypotheses from 5 hypotheses were accepted, namely, employee competence affected service quality, employee motivation influenced employee performance, and service quality affected employee performance. While on the other hand, the two hypotheses were rejected; employee motivation could not influence service quality and employee competence was not able to affect work performance.
A civil servant is a government personnel who is oriented in providing services to the public in accordance with their field of duty. Good employee competence is needed in order to establish a good service. The higher the competence of the employee, the higher the performance of the organization and vice versa. Employee competence is very important due to organizational performance improvement. In a government sector, qualified personnel will improve the quality of the community service, so that, a government seems to always continue improving the quality of its public service and provides a decent life for its people (Abomaleh and Zahari, 2014).
The quality of the employees in public organization like in a governance system is reflected by the competence of its civil servants who have the duty to manage the organization. A competent employee will enhance the quality of the community service and will affect the government to run better. Employee competency gives a significant positive effect on employee performance (Arifin, 2015) . What is meant by employee performance in here include human resources which are developed through competencies improvement and has a positive and significant impact towards employee performance. The enhancement of employee competence is carried out by assessing the human resources management, particularly about the labor issues which are arranged in the order of the functions. To be effective and efficient in achieving the organization's goals, the demand to acquire, develop, and retain the qualified resources is increasingly urgent in accordance with the dynamics of the environment and the ever-changing technology. The human resources strategy also involves the competence problem like in technical ability, conceptual issue, and public relations. The impact of employee competency in employee performance can be seen from the level of competence which has practical implications for human resources planning. It also can be seen from the illustration that knowledge and skills competency tend to be relatively more real and exist on the surface, this is one of the characteristics of the employee.
Employee competence could affect service quality and employee performance. In this case, service quality is still a today's issue for Universitas Negeri Jakarta. Furthermore, the preliminary survey shows that the service satisfaction index in 2015 is still relatively low in which it can be seen in Figure 1 . Figure 1 shows that the customer satisfaction index of service quality in the administrative staff of Universitas Negeri Jakarta is still relatively low. In details, from 6 indicators (bureaucracy, speed, friendliness, the accuracy of operating hours, information provision, and service performance), only 1 indicator which is the information provision that received a very satisfied rating where it only rose by 4,29%. The data shows that the average service value provided is at the level of discontent. The level of customer dissatisfaction is able to influence the employee performance so that it becomes a problem by the organization in the future.
Service quality gives an effect to measure the employee performance. The lower the quality of its service, the lower the employee performance measured. The evaluation of employee performance is measured by the output of the employee both in quantity-quality and community satisfaction perception. In accordance with that, service quality and employee performance can be motivated to the maximum in order to achieve better results. Another thing is that service quality and employee performance can be affected by work motivation. The more motivated employees to work, the better the service quality delivered and the better the employee performance measured. The facts show that a good employee of an organization will perform its duties and responsibilities well (Azar and Shafighi, 2013) . Meanwhile, according to Iqbal et al., (2012) employees' motivation and competence will collectively participate in the employee performance with a variety of difficult assignments given to them. Psychologically, motivation is one of the most important terms for most managers who want maximum output and productivity (Zameer et al., 2014) .
Employee competence and motivation in a governance system become a very important aspect, with a good competence, the service quality will be improved and the employee performance will be increased as well. Employee competence, one of which, is strongly influenced by educational background. This statement is in line with what is felt by the current government as stated Empowerment and Bureaucratic government has a target to increase improve the quality and professionalism Table 1 is not the only factor which affects the service another factor which is the work motivation. Motivation perform their duties and responsibilities seriously employees who have a high enough intelligence Motivation is the concept of events and phenomena associated this research, the work motivation observed employee attendance index. The following Figure  in 2016 which is still not maximal. that there is still an employee attendance index set by the organization is by 90%. The presence motivations in which it will directly affect the employee very important for the company in order to behavior towards customers has a direct quality of services provided (Abomaleh and Zahari, THEORETICAL REVIEW important thing for any public or private sector statement that motivation plays an important role the public or private sector (Chintalloo and and Sharma (2012) , basically, motivation comes the needs, wants, and desires of the people. process by which the organization inspires employee others to achieve organizational goals. Sutoto (2004) , he defined competence as the underlying characteristic of an individual that is causally related to criterion referenced effective and or superior performance in a job situation.
Service quality can be determined by comparing the perceptions of consumers for the services that they obviously received the services that they expected to get through the attributes of an enterprise service. If the received service or perceived service is what they have expected, then the perceived service quality is good and satisfactory. Moreover, if the received service is exceeding the consumers' expectation, then the perceived service is superb. While conversely, if the received service is lower than expected, then the perceived service is classified as a poor quality of service. Kotler (2002) explained that the definition of service is any action or activity that can be offered by one party to another, which is essentially intangible and does not result in any ownership; its production may be linked or not linked to a physical product. A service is the producer behavior carried out to meet consumer needs and desires in order to achieve customer satisfaction. Kotler also said that behavior could be occurred during, before or after the transaction Performance comes from the word "job performance" or "actual performance", means that this is the actual performance or achievement attained by a person. The performance also can be described as the result of the quality and quantity of work accomplished by an employee in performing its functions in accordance with the responsibilities given to him. Performance is the result or output of a process (Nurlaila, 2010) . Performance is also illustrated as an overview of the level of achievement in a program, policy or activity in order to realize the goals, objectives, vision and mission of the organization through the strategic planning of an organization (Moeheriono, 2012) .
Several previous types of research have linked the influence of motivation and competence to employee performance and service quality levels in an organization. The research was either conducted in Indonesia or outside Indonesia in which the author here tries to collect some previous research that was relevant and related to this research. By that, this can be seen in Table 2 as follows: Then, the conceptual framework of the research was built based on the previous theory and research which were relevant to this research. The conceptual framework of the research is presented in this following Figure 3 :
Based on the theory, proposed in this study are: w competence gives positive effect influence on employee performance; e performance; service quality has The approach of this research will examine the status of human or a class of events in present. society as well as the applicable relationships, activities, attitudes, research was also an explanatory between variables based on observation unit survey. The instruments which were used measurement validity and reliability. using Likert scale of 1 to 5 with
The population is the generalization region which consists have certain qualities and characteristics defined by the researchers to learn and then to draw a conclusion (Sugiyono, 2011) . Moreover, according to Sumarsono (200 population is a group of subjects or objects that have diffe other subjects or objects group. The population chosen in this study was the administrative staff of Universitas Negeri Jakarta and spread over in 11 units with the total of 456 employees. Next, Sugiyono (201 which is used to determine the sample of the population that the desired total quota. In this study, the number of sampling had been set at 120 sampling in which this was taken proportionally from each unit. The data distribution of the population and the sample is presented in Table 4 The data analysis was performed by using reason of the use of SEM in this research was the ability to anal previous research, and research framework, work motivation is affected service quality positively; e effect on service quality; work motivation performance; employee competence positively has a positive impact on employee performance RESEARCH METHODS research was conducted by using a description human groups, an object, a set of conditions, a present. Descriptive research is intended to study applicable procedure in a community and specific attitudes, views, on-going processes, and phenomenon explanatory research, investigators tried to determine on the data obtained from the determined sample research variables were measured by using used in previous studies, making it possible reliability. The measurement of each variable with variables operationalization on Table 3 . is the generalization region which consists of objects or subjects that have certain qualities and characteristics defined by the researchers to learn and then to draw a conclusion (Sugiyono, 2011) . Moreover, according to Sumarsono (200 population is a group of subjects or objects that have different traits or characteristics from other subjects or objects group. The population chosen in this study was the administrative staff of Universitas Negeri Jakarta and spread over in 11 units with the total of 456 employees. Next, Sugiyono (2011) stated that a quota sampling technique is a technique which is used to determine the sample of the population that has certain characteristics to the desired total quota. In this study, the number of sampling had been set at 120 sampling portionally from each unit. The data distribution of the population and the sample is presented in Table 4 .
The data analysis was performed by using Structural Equation Model reason of the use of SEM in this research was the ability to analyze the relationship framework, the hypothesis positively; employee delivers a positive affected employee performance.
description method in which a system of thought, study the problems in a situations including phenomenon effects. This determine the relationship sample through the using the development possible to improve the was carried out by objects or subjects that have certain qualities and characteristics defined by the researchers to learn and then to draw a conclusion (Sugiyono, 2011) . Moreover, according to Sumarsono (2005) , a rent traits or characteristics from other subjects or objects group. The population chosen in this study was the administrative staff of Universitas Negeri Jakarta and spread over in 11 units with the total of 456 at a quota sampling technique is a technique certain characteristics to the desired total quota. In this study, the number of sampling had been set at 120 sampling portionally from each unit. The data distribution of the population Structural Equation Model (SEM). The main yze the relationship pattern between latent constructs and its indicators, latent constructs with one another, and to analyze the measurement error. SEM allows the researcher to do an analysis in multiple dependent and independent variables directly (Hair et.al., 2006) . In this study, the software used to support the study was Lisrel 8.8. 
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RESULTS AND DISCUSSION
The test of the dimensionality of a construct was performed by using a confirmatory factor analysis. In general, before making the structural model analysis, the first thing to do was establishing the measurement model in order to test the validity and reliability of the indicators by performing Confirmatory Factor Analysis (Latan, 2013) . After the validity and reliability test was implemented, the suitability test of the model must be conducted. The suitability test results is presented in this following table: The data of goodness of fit statistics above shows that the NFI, NNFI, CFI, GFI are greater than 0,90 while RMSEA is more or less than 0,08. This means that the overall model is in good level (good fit). Meanwhile, AGFI is at 0,80  GFI  0,90, this shows that the indicators are in an acceptable fit. In the other hand, the p-value which is by 0,0272 shortly shows that it is less matched. From the combination of those various matched measurements, generally, it can be concluded that the overall measurement is a good fit. Table 5 .10 above shows that all the testing criteria show such good results. The test is intended to generate a good confirmation on the dimensions and causality between factors so that we can conclude that the overall model is acceptable. From the results above, we can have estimated the model estimation as follows: In Figure 4 , the coefficient value of the constructs is obtained and the loading factor, as well as the t-value, has been qualified. In the goodness-of-fit model above, most of the indicators that are likely to fit the model have reached the value of a good fit. The test shows that the value of the construct has met the required value in which the significance test can be said to be significant if the t-count is larger than t-table. The t-value used in this study was 1,96 with the significance level of 95%. In addition, to see the magnitude of the effect between the latent variables, not only from the t-value model but it can be seen from the estimated resulting model. In this study, the result of the estimation model is illustrated in Figure 5 :
The model above shows that the value met all the required standards. After seeing the combination of various matched sizes, generally, it can be concluded that the overall suitability of the model is a good fit so that it deserves to be analyzed further. After that, the hypotheses test is implemented and the results are presented in this following table: Based on the data which was processed by using SEM method as described above, the discussion of the results is presented in a comprehensive manner as follows:
Work Motivation is Influenced Service Quality. The result showed that the t-value of 0,05 is smaller than t-value in the table which is 1,96, so the hypothesis 0 is accepted and hypothesis 1 is rejected. The results of statistical analysis showed that motivation did not affect the quality of services in Universitas Negeri Jakarta. It is proven by the influence of motivation to service quality which only impacted by 1% in which this indicated that the size of the loading factor is worth at 0,01.
The study concluded that in order to improve the service quality, the management or rector in Universitas Negeri Jakarta should consider the above indicators. Leaders need to encourage the employees to improve their potential in terms of moving forward, creativity, and have a good teamwork through the approach of motivational training, for example, provides a clear reward and punishment. This needs to be done in order to improve the reliability of employees in technical service, the reliability in answering questions and in response to the complaints. How? This effort could be carried out by developing an exciting work environment that aims to motivate employees in the work so that their contribution in solving and achieving organizational goals could be achieved (Ahmad et.al, 2012) . Besides that, the desire to move forward, creativity and teamwork can be enhanced through the provision of rewards and punishment, this is in line with the research of Simon and De Varo (2006), they said that companies can motivate their employees by offering a good salary, organizational culture and promotion opportunities.
Employee Competency Affecting Service Quality. The result showed that t-value of 3,28 is larger than the value in the table which is 1,96. This means that the hypothesis 0 is rejected and hypothesis 2 is accepted. The results of statistical analysis showed the influence of employee competence and service quality by the loading factor value of 0,41 in which this means that there is an influence in between employee competence to service quality by 41%. Employee competence in the form of rules, technical procedures, duties and responsibilities understanding will significantly affect the reliability of the employees in providing technical service, answering customer inquiries, and handling complaints. This is in line with the previous studies of Nurmasitha et.al. (2016) which stated that employee competence and working environment have a significant effect on the service quality. To maintain and improve the quality of the service, employee competence must be improved by the management, for example, through the provision of regular socialization and training which are scalable and sustainable.
Work Motivation has an Impact towards Employee Performance. The analysis showed that t-value of 5,08 is larger than t-value in the table which is 1,96. So, associated to that, hypothesis 0 is rejected and hypothesis 3 is accepted. The statistical analysis showed that motivation could influence employee performance. The magnitude of the effect is shown by the value of the loading factor by 0,58, this shows that the influence of work motivation on employee performance at Universitas Negeri Jakarta is 58%. This study confirms the previous research of Azar and Shafighi (2013) which indicated that motivation will lead to the fact that employee will seriously carry out its duties and responsibilities in the organization. A good salary is a valuable motivational tool and plays an important role to improve employee performance also to increase organizational productivity. The study also in line with the research conducted by Iqbal et. al. (2012) , he stated that, collectively, employees' motivation and ability will participate in its performance and the difficult tasks given to them. Furthermore, this study also provides support for research of Zameer et. al (2014) , motivation plays an important role on the performance of employees. This motivation can be improved, for example through awards, capacity building training, work comfort improvement and employee's career and welfare consideration.
Employee Competency Affects Employee Performance. The data analysis shows that the t-value of -1,01 is smaller than t-value in the table by 1,96, This means that hypothesis 0 is accepted and hypothesis 4 is rejected. From the results of statistical analysis above, it can be concluded that the competence of the employees does not affect the performance of employees in Universitas Negeri Jakarta. In details, the amount of the influence is only 11% where it was indicated from the loading factor value by 0,11.
This study shows that the competence indicators does not significantly affect the working dexterity, speed, and quality. This research is not in line with the previous studies like the research of Arifin (2015) which referred that the employee competence is positively and significantly affecting the employee performance. In the other hand, this result is different from Lawler et.al. (2012) research, he thought that in the case of management performance, the use of competency assessment seems to be quite extensive. Competence is positively related to individual performance and managerial performance, it can be enhanced with a competence system mentoring. This indicated that most of the employees in Universitas Negeri Jakarta feel that their performance is not affected by their capacity but influenced by their motivation as described above, or may be influenced by other factors which are not examined in this study such a leadership commitment, culture and working environment, working facilities or comfort environment Service Quality Influencing Employee Performance. The result of the data analysis described above shows that the t-value of 2,76 is greater than the t-value in the table (1, 96) in which this means that hypothesis 0 is rejected and hypothesis 5 is rejected. It indicates that there is a significant impact on employee performance by 28%. The amount of how big the effect is shown on the loading factor value by 0,28.
This study provides an empirical evidence to the previous studies and supports previous research which examines employee reliability in providing technical service, in answering customer questions, and in handling complaints. This may increase the size of the work dexterity, speed, and quality. The quality of service provided to employees can affect the size of employee performance. This is in line with the research of Purwatiningsih (2015), there is a close relationship between service quality to employee performance. The study also confirms previous research conducted by Abomaleh and Zahari (2014) , it is said that the behavior of employees to customers is reflected in the quality of services that have such immediate impact on customer satisfaction.
CONCLUSION
This study demonstrates the factors that affect service quality and the impact on employee performance. From 5 hypotheses proposed at the beginning of the study, 3 hypotheses were accepted and 2 hypotheses were rejected, with the following conclusions:
1. Work motivation does not influence the service quality. This shows that most of the administrative staff in Universitas Negeri Jakarta felt that service quality they provide does not depend on the motivation they have, but depends on other factors, such as leadership style, work culture, management commitment, or any other factors. 2. Employee competence affected service quality. This study confirms and supports several previous studies that employee competence has a significant and positive effect on service quality. The better the competency of the employees, the better the quality of the services provided. According to the administration staff in Universitas Negeri Jakarta, employee competence with the indicators of understanding the regulations, technical procedure, duties, and responsibilities will significantly affect the reliability of the employees to provide technical service, to answer customer inquiries and to response complaints. A good competence employee will provide a good service. A qualified service can be delivered to the maximum if the employee has a good competence in their field. 3. Work motivation able to influenced employee performance. This study shows that the majority of the employees in Universitas Negeri Jakarta agreed that their performance is influenced by motivation. The more motivated employees to work, the better the performance. Thus, the motivation needs to be maintained and enhanced, for example, through awards, training capacity building, work comfort improvement as well as employee's career and welfare consideration. 4. Employee competence has no impact on employee performance. This indicates that most of the employees in Universitas Negeri Jakarta found that their performance is not affected by their capacity, but is influenced by their motivation to work. Although employees have a good competence, but if the employee does not have the motivation to work, the performance will still be low. Most employees also think that their performance is influenced by other factors such as management commitment, culture and working environment, working facilities or comfort environment.
5. Service quality affects employee performance. The study also shows that most of the employees in Universitas Negeri Jakarta confirmed that employee performance is influenced by the quality of service they provide. The better the quality of the service, then the better their performance. This means that an increase in service quality can improve the performance of the staff in Universitas Negeri Jakarta. Based on the results and discussion above, the author suggests two things as follows: This study provides recommendation and advice to Universitas Negeri Jakarta that some of the indicators which are related to service quality and employee performance management should be a serious concern to be considered, namely:
 Employee motivation has a significant impact on employee performance. In order to improve employee motivation, it can be established by using the approach of (1) opportunity to move forward, (2) encourage the growth of creativity, and (3) improving teamwork system. A desire of the employees to keep on moving forward should be encouraged through incentives, rewards (promotions), training and higher education. While on the other hand, creativity can be enhanced through training and some internal competitions to explore creative ideas. Lastly, teamwork can be improved through outbound activities, family gathering, and other activities that can improve cooperation, both among employees and leaders.  Employee competence has a significant effect on service quality. To develop service quality, management should improve the employee competence by (1) Increasing knowledge about the rules, (2) increasing the understanding of procedures and technical services, and (3) giving an understanding about the duties and responsibilities. The enhancement of employee competence through those indicators should be measured and evaluated regularly. Management should have a short, medium, and long plan in accordance with employee competence through a measurable and continuous training and socialization activities.  Service quality affected employee performance. The increasing service quality could be developed through (1) employee reliability in providing technical service, (2) employee reliability in answering customer questions, and (3) employee reliability in handling complaints. By that, the size of an employee's performance will be better. In terms of service reliability and speed, handling a complaint is something that must be really concerned of. Management should be able to monitor every moment of the service and able to provide adequate facilities in the community. Further research needs to consider the use of a broader sampling. This is necessary to be carried out so that the results and conclusions of data analysis can reflect and portray the real condition. Besides, further research is very important to be conducted in order to examine other factors such as work culture, management commitment, and also environmental factors, because it relates to what the author have found during this research.
